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What is Zendesk?  

 Zendesk is a customer service software that provides a cloud-based customer 

support platform which allows quicker and easier interaction between businesses 

and customers. 

 Agency Benefits Coordinators will be able to search the knowledge base system 

for Frequently Asked Questions, policies and procedures.  

 Some examples of Articles and FAQ include: “How do I run a collections applied 

report?” and “I have submitted an enrollment request. How do I know it has been 

entered?” 

 Agency Benefits coordinators will use Zendesk to submit tickets for issues that 

require further research.  

 Zendesk will have articles and Frequently Asked Questions that you will be able to 

search before submitting a ticket/request.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                            

 Zendesk will take the place of Remedy.                                             
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What is Zendesk?  

 When Benefits Administration receives a call from an ABC or employee, a 

ticket/incident will be created.   

• If the issue cannot be resolved while the analyst is on the phone, the incident 

will be sent to the BA service desk to be issued to the appropriate department 

that can answer the question or resolve the issue. 

 Benefits Administration strives to resolve the issue within 1.5 business days or less. 

 Some examples of issues in which a ticket should be created by an ABC include: 

billing questions, enrollment delays, eligibility questions, and/or general questions. In 

many cases, a call to Benefits Administration or creating a ticket may not be 

necessary. ABCs can find answers to many of their questions by searching 

Zendesk’s knowledge base or viewing Edison Notes. 
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Accessing Zendesk  

 Agency Benefits Coordinators can access Zendesk at the following link below: 

benefitssupport.tn.gov/hc  
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Zendesk Home Page  
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Zendesk Home Page  

Click “Agency Benefits 

Coordinators” for articles 

relating to ABCs. 

Click here at any time 

to return to Zendesk 

Home Page.  
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Zendesk Home Page  

Select an option to 

view a list of articles. 



8 

Zendesk Home Page  

Select an option that is related to 

your issue.  



Using the Search Box  
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The search box 

is similar to an 

internet search 

engine such as 

Google. ABCs 

can utilize the 

search box to 

quickly search 

for articles by 

using keywords. 



Using the Search Box  
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Enter a 

keyword. 

The search 

box will 

produce all 

articles 

related to the 

keyword. 



Using the Search Box 
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For more 

specific 

results use 

quotations 

before and 

after the 

keyword.    
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Creating a Ticket/Submitting a Request 

If you were unsuccessful in finding an 

article that was related to your issue, 

then you would need to create a ticket. 

Return to Zendesk home page to create 

a ticket.   

Click here at any time 

to return to Zendesk 

Home Page.  
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Creating a Ticket/Submitting a Request 

Click on “submit 

a request.” 



Creating a Ticket/Submitting a Request 
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Select an option.  



Creating a Ticket/Submitting a Request 
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Complete each field. Each field 

that has an asterisk *  is required 

information that Benefits 

Administration needs to process a 

request.  

Select an option from the 

drop down menu that is 

related to the issue.  



Creating a Ticket/Submitting a Request 
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Complete each field. Make 

sure you enter your name, 

phone number, and Edison ID 

#. If it’s an issue regarding the 

ABC, enter the ABC info.  If 

the issue is about a specific 

employee, please enter their 

name and Edison ID #.    

Enter the agency name that you work 

for. For example:  Coffee County 

Schools, Dept of Children’s Services, 

City of Layfatte, Tennessee State 

University 

Enter your entity.  

Click “Submit.” 



Creating a Ticket/Submitting a Request 
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When the ticket is submitted, you will 

receive an email with the ticket 

number. You will also be notified any 

time there is a update on the ticket.  



Creating a Profile 
 

18 

All current ABC’s email addresses 

will be imported into Zendesk. In 

order to view tickets, like and/or 

follow articles, you will need to 

create a profile.  

Click “Agent Sign In.” 



Creating a Profile  
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Click “Get a password.”  



Creating a Profile  
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Enter the email address that you use 

as an Agency Benefits Coordinator 

and click “Submit.”  



Creating a Profile  
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You will receive an email with a link 

to create a password. 



Creating a Profile  
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Click the link provided in the email.  



Creating a Profile  
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Create and enter a password and 

Click “Set Password.”  



 Creating a Profile  
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After you have set your 

password, you will return 

to Zendesk Home page 

and your name will 

appear in the profile.  



Viewing Dashboard  

25 

Click “My Activities.”  



Viewing Dashboard  
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You will be able to see  all 

tickets that you have submitted 

and the status. 

You can search 

request here. 



How to Follow an Article  
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Select any article. 

Click here to return to 

Zendesk Home Page.  

You can follow 

articles to easily 

find and refer 

back to your most 

asked questions. 



How to Follow an Article  
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Click “Follow.” 



How to Follow an Article  
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You will receive 

this message after 

you click “Follow.”  



How to View Followed Articles  
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Click on “My activities.”   



How to View Followed Articles  
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Click the “Following” link. 



How to View Followed Articles  
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You will be 

able to view 

all articles 

that you are 

following.  



Reminders  
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Zendesk will go live July 1st, 2016 

 

 ABCs will no longer use Remedy 

 

 Save the link to your Favorites for Quick Access 

 

 Zendesk is compatible in all browsers 
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QUESTIONS ???  


